
CONG HOA XA HOI CHU NGHIA VIET NAM 
IN)c  lap — Tty do — Hanh phae 

sO Y TE THAI BINH 
BENH VIEN NHI 

S6 : 9S /BC-BVN Thai Binh, ngayoZg thana nam 2018 

BAO CAO 

Icet qua khan sat y kien ngtroi benh not tra lAn 3 nam 2018 

I. DOI TUVNG VA PHUONG PHAP KHAO SAT 

1.1. DOi tuvng khan sat 

* Dia diem: Tai 09 khoa Lam sang, benh vien Nhi Thai Binh 

* Dii tucmg va tieu ch9n lua ch9n khao sat: Nguai nha Nnh nhi có thin gian 

cham soc tre tai khoa tir 3 ngay tra len va dingy tham gia khao sat. 

* Th6i gian khao sat: Tir ngay 21/08/2018 den ngay 23/08/2018 

1.2. Phtrang phap 

* Dieu tra cat ngang. 

* S6 luvng: 119 nguoi nha benh nhan (khong khao sat nguai nha sir dung 

dich vu bung to nguyen cUa cac khoa, trir khoa Dieu tri to nguyen). 

* Cong cu khan sat: theo mAu phieu cua BYT: "Mau phieu 01: Phii.0 khao 

sat hai long ngwoi benh not trio ban hanh kern theo Quyeft clinh 6859/77-BYT 

ngay 18/11/2016 el:ha BO Y 

* Ni)i dung clanh gia va trien khai khao sat: 

- NOi dung clanh gia: mirc do chua hai long cila nguai nha benh nhi ve viec 

sir dung cac dich vu y to tai Benh vien theo 5 nhom tieu chi: 

A. Kha nang tiep can 

B. Sr mink bach thong tin va thit tpc kham benh, dieu tri 

C. Co.  so.  vat chit va phtrcrng tien phpc vu ngueri benh 

D. Thai dO img xir, nang lire chuyen mon cila nhan vien y to 

E. Ket qua cung cap dich vu 

- Mirc dO khong hai long: Dugc tinh la cac lira chon 1 hoac 2 hoac 3 trong 

phieu khao sat. 

- KS,  thu4t hoi va danh gia: phat phieu khao sat va htrang d'an nguari nha 

benh nhi to dien cac thong tin danh gia ve viec sir dpng cac dich vu y to tai Berth 

vien. Khao sat thpc hien boi 	nhan vien Phong Quan1Si chit *mg. 

II. KET QUA KHAO SAT NGIco'I BENH NOI TRU 

2.1. Thong tin chung ve ngtroi nha benh [than tham gia khao sat 

Bang 2.1. Phan loai doi tiring khdo sat theo khoa lam sang 

STT Ten khoa SO luvng BN diroc khao sat 

1 Khoa Tmyen nhfem 12 
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2 Khoa Phvc h6i chirc Wang 

3 Khoa Sa sinh 7 

4 Khoa Ho hAp 27 

5  Khoa Tieu He 13 

6 Khoa Th4n — Tiet ni0 13 

7 Khoa DTTN 25 

8 Khoa 3 Chuyen khoa 6 

9 Khoa Ngoai - CTGMHS 10 

TOng 	 119 phieu khan sat 

Bang 2.2. Phan logi d6i twang khdo sat theo gioi va sir dung BHYT 

Gioi tinh 
Sir dung BHYT 

TOng 
Co 	 Khong 

Nam 58 	 4 62 

Ncr 	 56 1 57 

TOng 	 114 5 119 

Tit k& qua bang 2.2 they: chi có 5/119 (4,2%) benh nhi khong sir dung the 

BHYT trong dot di'eu tri. 

2.2. Ket qua phong van ngtroi nha 13?nh nhan di'eu tri not trti 

2.2.1. Danh gia mar didm hai Ibng trung binh theo nh6m lieu chi. 

A. Kha nang tiep can (5) 
5 

[4.181  

E. KAt qua cung cap DV 

(5) 	 

D. Thai dO UX, nang lint 
cue NVYT (7) 

4.05 

B. Minh bath TT va thii 
tuc HC (5) 

tzt.o41 

3.71 

C. Co' se( VC (9) 

3.98 

Btju do 2.1: Phan logi mint di'dm trung binh theo tirng nhom lieu chi 
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A. Kha nang tigp B. Minh bath TT va C. Ca s& VC (9) D. Thai db' UX, 	E. Ke't qua cung 

can (5) 	thU tuc HC (5) 	 nang luc cUa NVYT 	cap DV (5) 

(7) 

got dugc NVYT Chang. buOng bOh 

17.6% 

13.4% 

A3. kh6inha. cau 	Al. So di). bion hao A5. Nguai h'Oh hoi va 
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A4. Cac 161 di trong 	A2. Tt tri gian tham 

Nnh vien, hanh tang 	NB 

Tir bieu 6 cho thy nhom tieu chi dat mirc diem trung binh cao nhAt la 

nhom A. Kha nang dip can (4,18 diem) va thAp nhAt la nhom C. Ca sa vat chiit 

viz phwang tien phyc vu ngudei benh (3,71 diem). 

2.2.2. Mem d3  khong hai long au' nguiti benh theo nhOm lieu chi. 

a. Ti le khong hai long cua NNBN theo ccic nhom tieu chi 

24.0% 

Ti li khOng hai 

'Ong chung 

Bieu do 2.2. Ty re khong hid long cua NNBN theo nhom lieu chi 

Bie'u do tren cho thy ti le khong hai long trung binh cua nguai nha ve' Benh vien 

la 24%. Trong do tS, le ngt.reri benh khong hai long cao nhAt chiem 37,3% nhom 

tieu chi C. Cos& vat chdt va phwong den phyc vu ngweri benh. 

b. Phan tick mirc cho khong hai long theo tong nhOm tieu chi 

* Nhom A: Khil tiling dip can 

Bie'u do 2.3. TO le khong hai long cut' NNBN theo lieu chi nhom A 
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nhap vien 	 nOi quy 	thuk, chi phi 	ve tinh trang Nnh tank khi lam CLS 
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20.2% 

12.6% 

 

	

• 		

Bieu do 2.3 the hien ti le khong hai long dm ngtrai nha benh nhan (NNBN) 

ve cac tieu chi lien quan den kha nang tiep can v&i cac dich vu trong Benh vien. 

Trong do, nguiyi nha khong hai long nhat ve tieu chi A5. Nproi b"Onh hoi va goi 

Avec nhcin vien y to khi can thik (21% ngtrai nha khong hai long). 

Ho hAp 	 ...AZW45...C....e...2;24...WW95,1% 34.8% 

PHCN OW-Cs—o_Xs".21r%6MAXi"....sTh.e.s..N.2re.:CMCCeXii 23.3% 

Ngo4iFZMN^W5917;iW5-7._!.'4.:!:1  14.0% 

Sc sinh IVA2N,...FX.s.%.e.e.t.X.e.t..4 13.3% 

DTTN :se.A..,&:!..NI.e.pMe...X61 11.2% 

Truy'en nhi&n NRYLTZW53 6 7% 

MTK a.%_CEAN 4 6% 

Tien hoa M 1.5% 

3CK 0.0% 

0% 5% 10% 15% 20% 25% 30% 35% 40% 

Bieu chi 2.4. Ti le khong hai long cua NNBN v'd lieu chi nhom A 

chia theo cac khoa lam sang 

Bieu do tren so sanh mirc do khong hai long cita nguei nha yes cac tieu chi 

nhom A giira cac khoa duvc khao sat. 

* NhOm B: Scr mink bgch thong tin va thu tut kham chira benh 

Bieu cla 2.5. Ti le khong hai long cua NNBN theo lieu chi nhom B 
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Bi6u 6 2.5 mo to ti le khong hai long cua ngtr6i nha ve cac tieu chi nhom 

B, trong do cac tieu chi CO ti le khong hai long cao nhAt (25.2%) 1"..n ltryt la: B3. 

Dwo.c giai thich ve tinh trong benh, phumg phap va thai gian krdn *lieu tri ro 

rang day di va lieu chi B4. Duzyc giai thich tU• van trwoc khi yeu cciu lam cac xet 

nghiem, tham do, 19-) thu at cao ro rang, day clic. 

HO hdp    45.2% • 

PHCN 	i2int.N6tZcza8Ceam(attt,A690 23.3% 

Ngoai ZZZ-pli2M .e31 22.0% 

Tieu hod X..X,iciooro,X.C.C.X.Xicxes.x..9C 20.0% 

DTTN 5e.Ammeze.y_wiwo.. 16.0% 

3CK Ca) X.C.CiCe:•DOC 10.0% 

MTK ;,re.VcceitiV9C 9.2% 

Truyen nhi6m SEIZR:iMi2 8.3% 

Sa sinh 0.0% 

0% 	10% 30% 	40% 	50% 

Bi'Ju di) 2.6. Tile khong hai Mng cua NNBN ve lieu chi nhom B 

chia theo cac khoa lam sang 

BiL 6 ten so sanh mire dO khong hai long ve cac tieu chi nhom B. Su 

minh bath thong tin va thu tyc kham benh, adieu tri gift cac khoa duvc khao sat. 

* Nhom C: Co. so• vat chat va phuvng tien phut vu ngweri benh 

	

C3. Nha ve sinh, nha tam 	 1 54.6% 

C7. Bao dam sir Hong ttr khi nam 	 44.5% 

	

C2. Giutmg b0h, ga, g6i 	J 42.9% 

C8. Cang-tin day du va chat ltrcmg   - • 1  42.0% 

	

C6. Day chi nu& wing nOng, Ianh 	I 37.0% 

	

C I. Buang b@th 	 32.8% 

	

C5. Quan ao day du, sach se 	 31.1% 

	

C4. An town, an ninh, Vat to 	_2:1 26.1% 

	

C9.1thuon vien BV xanh, sach, dep  	 25.1% 

0% 	10% 	20% 	30% 	40% 	 60% 

Bieu cao 2.7. Tjj le khong hai Mng ciia NNBN theo lieu chi nhom C 
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BiL 6 2.7 mo to ti le khong hai lOng cua ngueli nha ve the tieu chi nhom 

C, trong do cac tieu chi C3. Nha ve sinh, nha tam thu an tien CO ti le ngueri nha 

khong hai long cao nhAt lAn luot la 54.6%. 

PHCN xirywilinve.7.71.6.11-42VALciVKKW129WALVW:dVI•WMKi.19(PACl/X51 741% 

HO hap  	 62.6% 

Truy&..1.58868Latatar. A...emeesMeeZ 43.5% 

Ti eu7.7.,W-XeiYvY: irirk-KirelKiM 29.9% 

DTTN M572Cii::=S=221 24 0% 

MTK !seMer56811Y.A.LASLILAI 23.9% 

Ngoai eZe icreX,669crie 	23.3% 

3CK 1%ge...e. 	13.0% 

SO sinh ZiWN58 5% 

0% 10% 20% 30% 40% 50% 60% 70% 80% 

Bi7eu di) 2.8. Ti le khong hai long cfia NNBN ye tieu chi nhom C 

chia theo cac khoa lam sang 

Bieu 6 teen so sanh mite c16 khong hai long ve cac tieu chi nh6m C. Ca s.6,  

vat chat va phyang tien phut vu nguai benh giaa cac khoa dtroc khao sat. 

* Nham D. Thai c70 zing xir, nang lrrc chuyen mon cua nhcin vien y to 

D7. NVYT D5. BS thAm DI. BS, DD D4. BS, DD D2. Nhan vien D3. NVYT D6. Eqpt ter 

khong ggi y kham, d(mg 
	

hgp tac tot 	phpc vu 	ton trgng van the An, 

boi ch.rOng 	vien 
	 van Ong 

Bi idu d'j 2.9. Ty le khong hai lbng cua NNBN theo lieu chi nhom D 
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14.3% 

BiL do tren mo td ti le khong hai long ciia nguiyi nha ve cac tieu chi nhom 

D, trong do tieu chi D6. Duo'c tu• van che clO an, van ciOng, theo doi va phong 

nglia Bien cluing co ti le khong hai long cao nhAt (29.4%). 

Bi'eu do 2.10. Ti le khong hai long cfia NNBN ve tieu chi nhom D 

chia theo cac khoa lam sang 

Bleu do tren so sanh mdc de) khong hai long ye cac tieu chi nhom D. Thai 

clO zing xer, nang lyv chuyen mon cua nhcin vien y to gi&a cac khoa dixgc khdo sat. 

* Nhom E. Ket qua cung cap dich vu 
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Bidu do 2.11. Ty le khong hal Mng ctia NNBN theo lieu chi nhom E 
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Bieu 6 tren mo to ti le khong hai lOng cua nguOi nha ve cac tieu chi 
trong nhOm E. Tieu chi E5. Mirc coo hai long ve gici Ca Bich vu y to co ti le khong 
hai long cao nhAt (30.3%). 

Ho hAp 2S222258i22S53685W3558WAWt 2ru-7.x.'s_x_Mr.e.m28861_aitismeil 48.9% 

PHCN iLVPRICRFXiDiXiCi5"itsiWW.KCii .‘..■X*1  46.7% 

DTTN _K..,,,_._._4.46666e66.515,54 20.0% 

Ngo4i V.IGMEAMM66•W 18.0% 

Tien hOa :;51AWYRZWYW- 4 13.8% 

MTK cerimum&s.5666i 13.8% 

3CK 22ZZ2:532:MFM:1 13.3% 

Truyen nhie'm SW ■ rviiwi 10.0% 

So sinh &WI 4 0% 

0% 	10% 	20% 	30% 	40% 	50% 	60% 

Bleu do 2.12. Ti le khong hai lbng cua NNBN ye tieu 	nhOm E 

chia theo cac khoa lam sang 

Bieu 6 ten so sanh mire do khong hai long ve cac tieu chi nh6m D. Thai dO 

nang lure chuyen mon awl nhan vien y to giva cac khoa clugc khao sat. 

2.2.4. Wm di) cam ket cua NNBN "quay tret lai Benh yien dieu tri" 

Kh6ng main quay Iai 

5.9% 

39.5% 

 

 

54.6% 

Chgc than quay 

Iai (khi can) 
Co thg quay Iai 

Bieu do 2.13: Mar do cam kit quay dieu tri cua NNBN 
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Co 39.5% s6 noised dugc hoi cho biet ch ?cic than se quay Igi Nnh vien 

ho'ac gieri thie:u cho ngweri khcic khi co nhu cdu sir dung dich vu y te. Co 54.6% s6 

NNBN cho Wet có the se" quay lgi khi có nhu cdu. Tuy nhien cling có 5.9% s6 

ngu6i dugc hoi khong muan quay lgi su dung dich vu/khong có lya chop khac. 

—2.2.5. M6t so nhona y kiln phan hOi/dong gop cfia NNBN qua MIA° sat. 

Bang 2.3: Y kiln cua NNBN qua 41 khao sat fan 3 min' 2018 

(Tat ca cat ji kiln duai day scrlu co so din thogi lien he de xac minh) 

N(ii dung 

Khoa Ma phieu 

Nhom TC Cu the 

Phong benh 

PhOng benh rat nhieu chuOt 
107 

 

DTTN 
105, 106, 

Phong benh nhieu chuOt, chuOt an hoa qua, quan 
do, de nghi dua ra phircmg an diet chuOt. 

TH 54 

Cang tin 
Cang tin ban rat dat khong ngon va co mai a thirc 
an.  04 

Ve sinh 

Trong nha ve sinh can co xa phong tilt trimg de 

rim tay tranh nhiem khan cho cdc chau 
HH 29 

Nha ve sinh rat ban, khong CO cira, khong co gidy , 
ve sinh. , 	, 

TN 04 

Thai dO img 

nang luc 

chuyen mon 

oh nhan 

vien y to 

Mong bdc sit tim ra phuang phap de dieu.  tri cho 
cdc benh mau khOi vii thai gian ngan nhat, a lau 
dai ma khong co hieu qua 

TN 08 

Benh vien nen CO phong lira mai hong cho benh
xir, 

nhan (BN tu nguyen chi tra) 
HH 27 

Bao ve doi Kw hoi qua clang. Nguai benh da nam 
ro dugc quy dinh, not quy nhung khi chug kip 
thrc hien vi 115,  do nao dO thi bao ve da vOi nhac 
nha nhung tai khong nhe nhang ma cdu gat. 

DTTN 95 

Thdy phien khi bao ve vao phong kiem tra nhieu. DTTN 99 

III. KET LUAN 

1. lat qua khao sat 

- Ti le khong hai long chung cua NNBN dieu tri ri()' i trO tai Benh vien la 

24%. 

- CO 39,5% s6 ngtr6i dugc khao sat cho bitt chic chin se quay lai sir dung 

dich vu y t" tai Benh vien khi c6 nhu cau. 

- Cac g6p y cua ngtrOi nha benh nhan tap trung chu yeu vao cac nhom van 

Nha ve sinh; ve sinh trong phOng benh (phong b'nh nhi'&1 chu6t); gia ca cua 

tang tin NIA mot so dich vu lchac. 
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Noti 
So.  Y to Mel b/c); 
LDBV; 

Nguyen Thi Minh Chinh 

AM BOC 

\\TPA  

2. Be xuat, khuyen nghi 

Qua v* khao sat 119 nguai nha 13,"nh nhan diL tri not tru tai cac buOng 

benh thuang dm 09 khoa lam sang trong 13snh vin; chUng toi xin có mot so de 

xuAt, khuyen nghi sau: 

- \"7  kin nguai nha nguai benh IA m6t kenh thong tin quan trong gitlp Benh 

vien lam can cu, ding nhu tham khao, ... de danh gia mot s6 hog d'6ng lien quan 

KCB, cung cap dich vu cua benh vien tir do c6 cac dieu chinh pha hqp twang den 

hoan thien va nang cao chAt lugng, uy tin dm benh vWinh'In dap irng hai long 

dia nguai sir dung dich vu tai benh vien. 

- Cac khoa, pheng c6 tim hieu, xay Ong Ice hoach, giai phap cu the nham 

khac phic, cai thien hoac giai quyet triet de nheing han the c6 lien quan dugc 

phan anh tir cac bang, Neu do va cac y kien da neu trong bao cao. 

- PhOng Quan ly chAt lugng tiep tic tim hieu, phan tich va theo doi tirng chi 

s6 trong phAn han the de phan anh kip thOi tai cac khoa, phong; De hoat d6ng 

khao sat dugc thuan tien hon nira de nghi phang CNTT cling vai cong ty phAn 

mem cai tien truang quan ly nguai benh co them s6 bung va se; &Ong trong 

theri gian 
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